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Introduction
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This report is designed to enable health plans, the Medical Assistance Administration (MAA), and other
organizations to monitor and evaluate the performance of Medicaid Healthy Options managed care and Fee-
for-Service (FFS) programs in Washington State. Assessments were based on health care services and experiences
of children enrolled in Healthy Options and children receiving Medicaid FFS and Supplemental Security Income
(SSI) benefits. This report describes the background of the Medicaid Consumer Assessment of Health Plan
(CAHPS) survey, the goals of the project, and how survey results may be interpreted by consumers, health plans,
and other stakeholders.

Project Background
The CAHPS survey tools were developed under cooperative agreements among Harvard Medical School, the
RAND Institute, the Research Triangle Institute, and the Agency for Healthcare Research and Quality.  A version
of CAHPS has been implemented in Washington State by MAA for four years. In CAHPS surveys, respondents
provide information about their experiences with and evaluations of various aspects of medical care, including:

• Getting care that is needed
• Getting care without long waits
• How well doctors communicate
• Courtesy, respect, and helpfulness of office staff
• Health plan customer service and paperwork
• Overall satisfaction ratings

This year, new questions were added to the survey tool under a study agreement between MAA and the Foundation
for Accountability (FACCT). Questions were designed to learn about the experiences and evaluation of health
care services of children with chronic or special health needs (who often need extra medical care or special services).
The methods related to these measures in this pilot study were provided by the Child and Adolescent Health
Measurement Initiative (CAHMI), a national collaboration on child and teen health care quality.  Screener
questions were used to identify children with special health care needs. The screener questions for the children
with special health care needs underwent extensive review and were field-tested in a variety of health plan surveys.
 Validity checks were done using a variety of methods including medical chart review and comparison studies.
(For further details request “Detailed Methodology.”) Questions relating to these measures included:

• Getting prescription medicines
• Getting specialized services
• Getting family support
• Coordination of care

A copy of the survey instrument is available by calling Becky McAninch-Dake, CAHPS Coordinator at (360)
725-1622, or by sending an e-mail request to mcanibj@dshs.wa.gov. Trend data over the past four years is also
available from Ms. McAninch-Dake.

Project Goals
The primary goal of the Medicaid CAHPS project is to provide timely information to clients to assist them in
choosing their health plan.  This information was collected through mail and telephone surveys that assessed
clients' experiences with the health care and services they received through the Healthy Options and FFS programs.

An additional goal has been the refinement of methods for sharing CAHPS survey results with clients to assist
them in selecting a health care plan. This year additional information from the FACCT pilot study is provided
about the experience of clients with chronic or special health care needs.


